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Abstract
Digital transformation has become a research focus in recent years. Like-
wise, internal communication (IC) is one of the fastest-growing specialisations
in public relations and communication management. This research explores
digital internal communication (DIC) at the nexus between digital transforma-
tion and IC. We provide an integrative review of the literature; our thematic
analysis of selected journal articles and other scholarly texts is guided by the
concept of organisations as socio-technical systems. Furthermore, we create a
template using NVivo software to organise the emerging themes and clusters
following the logic of communication levels. This template allows us to explain
the phenomenon of DIC in a socio-technical organisational system and discuss
how the emerging themes are interrelated, people-focused, and linked to com-
petency development and trust-building. As a contribution to theory, we offer a
conceptual model which illustrates the dynamics of DIC as an interplay of socio-
technical elements on three communication levels. This conceptualmodel can be
further developed in scholarly discussions onDIC and by organisations reflecting
on their IC use in a digital workplace environment.

INTRODUCTION

Research suggests that internal communication (IC) is cru-
cial for organisational outcomes (Murray, 2013; Ruck &
Men, 2021). Despite its strategic management function,
IC is still considered a neglected research field (Klewes
et al., 2017; Yaxley & Ruck, 2017). Some scholars explain
the limited literature on IC by it being a flourishing but
still young discipline (Lee&Yue, 2020;McDonald&Mitra,
2019; Men, 2021). The application of information and
communication technologies (ICT) during recent decades
has transformed organisations as part of economics and
society. Digital transformation, previously conceptualised
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as ‘digitisation’, refers to the technological transformation
from analogue to digital.When defined as ‘digitalisation’, it
includes fundamental changes to businessmodels and pro-
cesses based on digitisation initiatives (Peter et al., 2020;
Schallmo &Williams, 2018; Vial, 2019). The application of
digital technologies and online media in organisations has
been shifting IC since the mid-1990s (Dahlman & Heide,
2020; Gustafsson et al., 2018) towardswhatwe argue in this
paper to be ‘digital internal communication’ (DIC). Hence,
IC as an antecedent of DIC, has existed for a long time
in organisations. However, due to technological develop-
ments, IC has evolved into a new form of DIC in a growing
number of organisations. From amanagerial point of view,
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2 WUERSCH et al.

and similar to the strategic nature of IC (Men, 2021; Men
& Bowen, 2016; Welch & Jackson, 2007), DIC as a strategic
management function helps achieve organisational goals
and contributes to the outcome of organisations, which
operate using digital tools and virtual workplace reali-
ties. Aspects of DIC, such as digital leadership, have been
discussed in specific communication and management
literature; for example, focusing on strategy (e.g., Peter
et al., 2020; Vial, 2019). Scholarly interest in DIC has grown
since the COVID-19 outbreak, which has increased the
number of people working in digital settings (Lopez-Leon
et al., 2020; Nagel, 2020). As a result of the pandemic,many
employees share practical experiences of DIC; for example,
by working remotely.
However, similar to the research on IC, there is a

scarce body of DIC literature and ‘a critical need for
novel theorising on digital innovation management’
(Nambisan et al., 2017, p. 223). For example, using internal
social media and the influence of artificial intelligence
(AI) and automation on DIC practice requires theory-
based research capturing the multifaceted nature of
technological tools (El Ouirdi et al., 2015; Ruck, 2020).
Extant systematic literature reviews (e.g., Gebayew et al.,
2018) indicate that digital transformation creates added
value for companies by offering them new technological
affordances, which impact organisational ‘hardware’,
such as organisational structures, processes and business
models. However, we consider limiting DIC to digi-
tal channels and internal social media as problematic
because it does not capture the scope and depth of the
concept. In particular, such a technology-focused vision
falls short because it excludes the human ‘software’ side
of DIC including the interactive sensemaking process
informing actions and creating organisational identities
(Flanagan & Walker, 2021; Simonsson & Heide, 2021).
Therefore, our research uses a meaning-centred approach
to comprehensively investigate DIC, which has evolved
from IC based on technological affordances. Such a
human-focused perspective is important to do justice
to novel and complex elements of organisational reali-
ties, such as AI and digital trust. Hence, DIC includes
how people in digital organisational settings make
sense of themselves, relate to others, and create shared
realities.
So far, we argue that DIC as a comprehensive con-

cept, including how people collaborate in virtual con-
texts (Men, 2021; Riemke-Gurzki, 2017), has not yet been
explored exhaustively in the literature.Despite the ongoing
digital transformation process in organisational settings
for more than two decades and its recent acceleration
due to the pandemic, there is scant coverage on how
organisations can create DIC strategies, methods and

frameworks to guide managers and employees during
digital transformation processes (Peter et al., 2020). To
fully exploit the potential of DIC, it is important for
managers and employees to effectively create a shared
understanding of digital transformation processes and
applications in organisational settings beyond the mere
functional tradition (Shockley-Zalabak, 2014). Therefore,
this study asks the research question: How can DIC be
conceptualised using a meaning-centred communication
approach?
Our research will use a socio-technical framework

(Leavitt, 1965; Rogala & Bialowas, 2016) and social con-
structionist meaning-centred communication approach
(Shockley-Zalabak, 2014; Weick, 1979) to comprehen-
sively investigate the phenomenon of DIC in the extant
literature. Furthermore, our exploration is structured by
discussing social and technical elements of DIC on the
intrapersonal, interpersonal, and organisational commu-
nication levels. As a result, our review will generate a
comprehensive understanding of DIC, consolidating tech-
nological and human perspectives towards an ‘interplay’
of the various elements. Such an interplay goes beyond
the fast digital development of technological tools in
IC and expands on the slow socially constructed sense-
making process of people relating to each other in digi-
talised organisational workplace environments (Dahlman
& Heide, 2020; Sharma & Khatri, 2019; Simonsson &
Heide, 2021). Moreover, the interplay illustrated as a con-
ceptual model explains how IC is a precursor to DIC,
which also integrates digital affordances. In this way, DIC
complements IC by offering the field new opportunities
for developing competencies and building trust. Such a
novel socio-technical conceptualisation of DIC, illustrated
as a conceptual model, is important because it can be
used by organisations to initiate dialogue with internal
stakeholders to reflect on their communication practice,
including identity, and relationship and trust-building.
Such a dialogue may empower employees as ‘coworkers’
to participate in communicative organisational initiatives
supported by technological affordances, such as enterprise
social media to enhance communication; establish partic-
ular co-workers as communication partners; allow them
to edit and publish texts about themselves and others; and
provide access to messages at any time (Leonardi et al.,
2013). Furthermore, the emerging conceptual model can
help researchers consider adopting a communication logic
that understands DIC as value-laden social constructions
(Dahlman & Heide, 2020; Sharma & Khatri, 2019; Simons-
son & Heide, 2021), and thus inspire scholarly discussions
and move research forward.
The main contribution of our paper to theory and prac-

tice includes a conceptual model illustrating the interplay
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DIGITAL INTERNAL COMMUNICATION 3

between DIC’s socio-technical elements and communi-
cation levels. This model can be used from a functional
perspective as a starting point for organisations’ senior
management to develop DIC strategies. Additionally, our
model can be further developed into a maturity model
assessing an organisation’s level of DIC. On a higher con-
ceptual level, our research provides a better understanding
of DIC, which adds new insights to the much unknown
phenomenon of digital trust (Mattila & Seppälä, 2016;
Shin, 2019) and extends to related areas, such as business
ethics; for example, how AI is addressed in an organi-
sation’s code of conduct. An increased understanding of
DIC can inform human resource management, such as
how to create and maintain organisational citizenship
behaviour and feelings of organisational belongingness in
the virtual organisational communication space. Further-
more, the findings of this review may inform employee
training; learning together in a safe (virtual) space allows
for digital skill development, shared sensemaking, and
trust-building.
Our paper will be presented by starting with the

main constructs on which this review is based, and
extant research in the area of investigation. We then
outline our methodological approach and how applying
a socio-technical framework to our sample led us to a
final template with the findings. Next, we discuss these
findings according to the logic of the communication
levels and introduce our conceptual ‘interplay’ model.
Finally, we reflect on our work’s theoretical and practical
implications and further research avenues.

THEORETICAL BACKGROUND

Multidimensional perspective for
investigating DIC

DIC has previously been discussed (e.g., Dahlman &
Heide, 2020; Riemke-Gurzki, 2017), however, without
using a framework that integrates multidimensional per-
spectives. Such a framework, including technical and
social elements and communication levels, is impor-
tant, first, as it allows a comprehensive understanding
of the concept of DIC as a socio-technical interplay and
organisation-wide activity (Simonsson & Heide, 2021).
Second, the extant literature describes DIC as a strate-
gic management function rather than a means to an
end – that is, people relating to each other as the foun-
dation of organisational reproduction and sustainability
(Shockley-Zalabak, 2014; Simonsson & Heide, 2021). Our
conceptualisation of DIC has a strong human focus, which
links to the importance of digital trust (Shin, 2019), par-

ticularly given upcoming issues, such as virtual reality
(VR) and AI as part of organisational workplace prac-
tice (Ruck, 2020). We emphasise a conceptualisation of
DIC where digitally skilled and technologically enabled
employees feel confident and are empowered to participate
in digital communication activities, as individualsworking
with others co-creating the organisation’s future. Hence,
we define DIC as comprehensive human-focused social
constructions founded in a multileveled socio-technical
framework to digitally transformed workplace environ-
ments. The following sections explain DIC rooting in IC
as the starting point of our socio-technical framework
on communication levels, amalgamating to a model of
multidimensional perspectives.

DIC rooting in IC

Understanding DIC as an evolution of IC as a human-
centred construct (Wuersch, 2020), helps capture
the importance of social aspects in communication
endeavours. Compared to IC, DIC has a relatively short
history. The history of IC is interpreted in different ways
(e.g., Brandon, 1997; Pilkington, 2017; Smith & Mounter,
2008). Some scholars date IC’s origins to the 1960s and
1970s (e.g., Conrad & Sollitto, 2017), while others argue
that IC emerged between 1930 and 1970 along with the
disciplines of management, organisational behaviour, and
human relations (Cheney et al., 2011). Pilkington (2017)
divides IC into four functional periods – entertaining,
informing, persuading, and engaging – which Men (2021)
expands through listening, connecting, acculturating,
inspiring, and motivating. Attributing some of these
functions to the pre-digital and others to the digital era,
however, falls short as these stages overlap. Overall, it
can be said that the use of digital services and media
emerged in the last century with the introduction of ICT
(Balbi & Magaudda, 2018; Messenger, 2019). Smart devices
and social media platforms have drastically changed
communication, and in parallel to external communi-
cation, digital transformation also found its way into IC
(e.g., Ewing et al., 2019; Klewes et al., 2017). However,
organisations can use digital business models without
having DIC among their employees. Such inconsistencies
between internal and external communication can exist
in ‘digital-born’ and other organisations considered ‘pre-
digital’ (Chanias et al., 2019). For example, it is unknown
to what extent digital-born companies that use digital
platform-based business models, such as Amazon, Uber
and Airbnb, also use digital technologies internally.
There are parallels between DIC and IC, which encom-

passes a wide range of formal communication; for
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4 WUERSCH et al.

example, from management to all employees, to infor-
mal communication such as gossip (Welch & Jackson,
2007). The purpose of IC, however, goes beyond the mere
transmission of information that employees need to ful-
fil their tasks. Rather, IC also addresses the social needs
of employees and influences their job satisfaction and
motivation, commitment, and productivity (Jiang & Men,
2017; Rogala & Bialowas, 2016). Furthermore, IC provides
employees with a sense of belonging and voice to express
their opinions (Ruck, 2016; Welch & Jackson, 2007) and
promotes their professional development (e.g., Schuch-
mann & Seufert, 2015; Wasiela-Jaroszewicz, 2008). At the
corporate level, IC helps unite employees around com-
pany strategy, mission, and values, supports them to adapt
quickly to new challenges, and facilitates the building
of a healthy working atmosphere. In the digitally trans-
formed world, all these properties are an integral part of
DIC.
The evolution from IC to DIC entails without doubt

organisational change (Hinings et al., 2018). Previous
works have described the impacts of digital transforma-
tion on organisations as highly interconnected ‘build-
ing blocks’ influencing employee roles, leadership, and
organisational culture (Vial, 2019). For instance, digital
workplaces (DWP) enable data access, employee collab-
oration, and connection with executives independent of
time and place. This development increases transparency,
productivity, and innovation, and enhances corporate
operational efficiency and management ability (Cortes &
Herrmann, 2020; Peter et al., 2020). Moreover, internal
social media changes leadership rhetoric and distributes
formerly centralised communication power to employees
(Baptista & Galliers, 2012; Huang et al., 2013). At the
same time, the extant literature highlights possible nega-
tive effects of DIC at the workplace, which may include
‘techno-stress’ impacting employees’ mental health and
physical wellbeing (Atanasoff & Venable, 2017; Heide &
Simonsson, 2018).
DIC is an emerging and only partially defined con-

cept. Single elements of DIC have received attention over
the past decade, such as the use of internal social media
(Gode, 2019; Madsen, 2020; Men et al., 2020). However, as
a broad phenomenon, DIC has not yet been fully under-
stood and there are only a few definitions of DIC also
described using its synonym ‘internal digital communi-
cation’ (Khaoula & Khalid, 2019; Kovaitė et al., 2020).
Existing definitions focus on technological aspects, such
as ‘the use of internet-related technologies within inter-
nal communication’ (Gustafsson et al., 2018, p. 8). Such
a definition links DIC to the ‘fourth revolution’ (Industry
4.0), which merges physical and virtual realities (Kovaitė
et al., 2020; Lazarou et al., 2019). This perspective explains

DIC as a technology-driven communication phenomenon
using internet-based and other digital applications in vir-
tual organisational environments (e.g., VR,AI, the internet
of things, big data). This description corresponds to a study
of 282 papers on digital transformation, which explains
DIC as a ‘process that aims to improve an entity by
triggering significant changes to its properties through
combinations of information, computing, communication,
and connectivity technologies’ (Vial, 2019, p. 118). From a
managerial perspective, DIC can be understood as strategi-
cally deployed digital initiatives, which influence business
models and processes using the internet and computer
technologies to achieve increased economic value (Peter
et al., 2020; Reddy & Reinartz, 2017; Vial, 2019). How-
ever, similar to digital transformation, which is a generic
term encompassing the sum of the changes that comewith
digital technologies, DIC includes a change process trans-
forming organisations internally in a holistic way. As such,
DIC is more than a strategic initiative that implements
digital technologies in IC. DIC also includes how people
interact in daily work practice, creating wealth and shared
meaning.
DIC should be conceptualised emphasising human

aspects. IC has been characterised as a strategic manage-
ment function (Ruck, 2016; Welch, 2006) and a process to
achieve organisational goals (Heide & Simonsson, 2018).
Similarly, previous DIC conceptualisations predominately
focus on business applications of digital technologies in
internal organisational settings. Such an emphasis on the
functional tradition is founded in the transmission model
(Shannon, 1948), which is still used in current scientific
discussions to explain IC (Huang et al., 2013; El Ouirdi
et al., 2015; Uysal, 2016). However, technology-oriented
conceptualisations of DIC underestimate the human fac-
tors involved in the phenomenon. For example, despite
the rapid evolution of technology, human and organisa-
tional development is slow and subject to resistance to
avoid uncertainty (Dahlman &Heide, 2020). Likewise, the
transmission model involves the crucial influence of trust
on the decoding and filtering process of received mes-
sages (Downs & Adrian, 2004); in trusting relationships,
employees generally focus on important information,
while in low-trust situations they tend to absorb infor-
mation of minor significance (O’Reilly & Roberts, 1974).
Equally, digital communication tools can offer many
technical features that employees ignore; for exam-
ple, due to feelings of self-doubt and fear (Leonardi
et al., 2013; Madsen & Verhoeven, 2016; Walther, 1993).
Hence, reducing DIC to a functional stance neglects
the broader meaning of DIC. It exceeds the manage-
rial functions, which derive from corporate strategy to
increase employee loyalty to the organisation, enhance
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DIGITAL INTERNAL COMMUNICATION 5

their workplace performance, and help the organisa-
tion achieve its strategic goals ultimately contribut-
ing to organisational success (Murray, 2013; Verghese,
2017). Rather, DIC highlights social aspects leading to
a meaning-centred perspective (Shockley-Zalabak, 2014),
which encompasses the shared meaning-making process
of people in an organisational context. This approach to
DIC overlaps with Communication Constitute Organi-
sations (CCO), which conceptualises communication by
its own means and as a process that creates and repro-
duces an organisation (Deetz, 1992; Simonsson & Heide,
2021).

Using a socio-technical approach to define
DIC

A socio-technical framework includes technical elements
(functional tradition) of organisational communication,
such as channels, strategies, structures and systems within
an organisation, and social elements (meaning-centred
approach) in organisational settings, such as people, rela-
tionships and interactions between internal stakehold-
ers, and organisational culture (Shockley-Zalabak, 2014;
Weick, 1979). We use a social constructionist (Patton,
2015) communication approach that combines technical-
procedural aspects with socio-cultural elements, allow-
ing a focus on the dynamics between the dimensions.
Social constructions indicate how employees communi-
cate, make sense of their work and the organisation, and
create the organisation’s identity. Hence, digitally interact-
ing with other organisational stakeholders involves shared
sensemaking and the awareness of how interpretations
of DIC are influenced by their personal backgrounds,
relational histories, and organisational cultures. Such
awareness forms another layer of perception and enables
leaders and employees to achieve a higher level of social
understanding involved in DIC.
Socio-technical frameworks are effective in analysing

blockchain systems (Shin et al., 2011; Shin & Jung, 2012;
Shin, 2014; Shin& Ibahrine, 2020) and creating digital trust
(Shin & Bianco, 2020; Shin, 2019). The extant literature
has used socio-technical systems to explain internal (enter-
prise) socialmedia (Leonardi et al., 2013, p. 2), which evoke
‘dramatic changes in social interaction’ in organisations.
We draw on Rogala and Bialowas’ (2016) model of organi-
sations as socio-technical systems based on Leavitt (1965)
to illustrate organisations and their interrelated compo-
nents: the technical elements of ‘structure’ (e.g., hier-
archy) and ‘technology’ (e.g., communication channels),
and the social aspects of ‘tasks’ (e.g., goals) and ‘people’
(e.g., employees). For example, introducing digital tools
(‘technology’) may require training for employees (‘peo-

ple’) across the hierarchy (‘structure’), and well-trained
employees may be capable of better achieving organisa-
tional goals (‘tasks’).
Combined frameworks recognise the interplay of func-

tional and meaning-centred organisational elements and
tie with the notion of digital transformation involving
people, technology, and place (Kraft & Peter, 2019). The
emphasis on the human aspects is central because shared
values are critical for organisational performance and
success (Gartman et al., 2018; Neher et al., 2018). Fur-
thermore, the dynamics between technical and social
elements stimulate learning processes, which enhance
DIC (Wuersch, 2020). For instance, introducing inter-
nal social media as a communication platform for DIC
purposes is an effective means of empowerment and
participation (Ewing et al., 2019; Heide & Simonsson,
2018; Madsen, 2020). Employees engaging in internal
social media activities become motivated and experience
a sense of meaning and purpose, which fosters recogni-
tion and relationships. Hence, current research discusses
the use of e-learning systems to support DIC in terms of
collaboration and organisational culture, and online tools
are shown to improve DIC practice, especially in organi-
sational change processes (Duangekanong & Vate-U-Lan,
2019).

DIC on communication levels

Similar to IC, DIC can be conceptualised using communi-
cation levels, which point out the impacts of digital tools
on individuals, their relationships with others and the
organisational culture. The extant literature offers an IC
matrix, which defines dimensions and levels according to
various internal stakeholders: employees and supervisors,
colleagues in teams and project groups, and strategic
management (Welch & Jackson, 2007). Other frameworks
propose multiple communication levels, such as the
intrapersonal, interpersonal, group and cultural levels
(Ruesch & Bateson, 1987) or add to the framework a
society-wide level of mass communication (McQuail,
2010). Furthermore, some scholars define interpersonal
communication as two (Ruesch & Bateson, 1987) and
others as two to three interacting people (Rogala &
Bialowas, 2016). Likewise, it is difficult to distinguish
between the cultural and the mass communication levels,
since in contemporary organisations the boundaries
between internal and external communication are often
blurred (Putnam & Nicotera, 2009; Mishra et al., 2014).
To resolve these inconsistencies, behavioural business
ethics proposes examining organisational realities at three
levels: intraindividual, interpersonal, and organisational
(De Cremer & Moore, 2020). The advantage of such a
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6 WUERSCH et al.

three-fold structure is succinctly bringing together the
fragmented literature. Therefore, we prioritise reducing
complexity over differentiation into more detailed sub-
levels for this paper, using the intrapersonal, interpersonal,
and organisational levels. Although this may generate crit-
icism for oversimplification, we consider our approach an
effective way to discuss DIC in organisational settings, par-
ticularly when marrying the levels with a socio-technical
framework to create a multidimensional perspective.
Intrapersonal IC includes cognitive, affective, and

identity-based ‘biological and psychological processes
which occur in one’s mind before or during the formula-
tion of a message’ (Ruesch & Bateson, 1987, p. 47), creating
a self-concept and identity. The ‘self’ is socially constructed
and can be defined as a complex system of beliefs and
states (Lindgren et al., 2017). Because of different roles,
situations, and relationships, people can have multiple
selves. In the organisational context, IC influences the
intrapersonal level in terms of internal stakeholders’ think-
ing, attitudes, personality, intentions, values, and motiva-
tion (Maier et al., 2012). Furthermore, IC impacts employ-
ees’ ability to feel comfortable, affecting their engagement,
performance, and success in the workplace (Welch, 2011;
Motyka, 2018). Self-concept and communication skills
influence individuals’ interactions, and a positive self-
assessment can initiate affirmative communication with
others (Adler et al., 2013; Scholer et al., 2014; Vocate,
2012). In terms of DIC, individuals using digital commu-
nication tools can gain greater self-awareness and develop
their self-image, consequently enhancing interpersonal
relationships.
Interpersonal communication is about communication

between at least two people (e.g., Rogala &Bialowas, 2016),
such as colleagues in teams or employees and superiors. A
particular focus of IC includes the supervisor-subordinate
relationship (Gray & Laidlaw, 2004; Neher &Maley, 2020),
which influences the level of information of the subor-
dinate, their job satisfaction and potential for promotion
(Kramer & Dailey, 2019; Riego de Dios, 2020). These
dynamics are similar in DIC, where digital leaders should
be open to new technologies and innovative workplace
design (Dery et al., 2017) to promote trust, which ultimately
influences employee engagement (Bambacas & Patrick-
son, 2008; Kelly & MacDonald, 2019). Hence, digital trust
introduced by Shin (2019) can be considered an important
element of DIC at the interpersonal level.
At the heart of the organisational communication level,

also known as the institutional or cultural level, lies
strategic management communication. Welch and Jack-
son (2007) labelled it ‘internal corporate communication’
(ICC). Culture in the organisational context means creat-
ing shared realities based on common values, behaviours,
beliefs, norms,meanings, and expectations of peoplework-

ing together (Shockley-Zalabak, 2014; Williams, 2022).
A particular focus is on the leaders’ values, which are
strongly reflected in IC and influence thework climate and
culture of an organisation (Singh, 2013; de Graaf, 2016).
Creating a positive workplace climate and culture sup-
ports people in fulfilling their potential, achieving greater
results, and contributing to organisational performance
(Luft & Ingham, 1961). Interestingly, organisational cul-
ture as a key element of organisational reality changes
when organisations introduce digital technologies (Berges
&Kon, 2019;Martínez-Caro et al., 2020). Hence, DIC at the
organisational level contributes to organisational culture.
So far, we have recognised the importance of using a

human-centred multidimensional perspective for investi-
gating DIC. This research uses an integrative literature
review as amethodology, combinedwithNVivo-supported
thematic template analysis as a method (King & Brooks,
2017) to examine the dataset of 79 extant studies compris-
ing DIC.

REVIEWMETHODOLOGY

Conducting a literature review is a ‘more or less system-
atic way of collecting and synthesising previous research’
(Snyder, 2019, p. 333). Our literature review is guided
by but not limited to previous studies that use the lit-
erature review as a methodology to investigate themes
in the organisational field and the relationships between
them (e.g., Grant-Smith & McDonald, 2018; Neher &
Maley, 2020; Snyder, 2019; Torraco, 2005). The identified
previous literature reviews related to DIC used a system-
atic approach (Gebayew et al., 2018; Morakanyane et al.,
2017), narrative approach (Cziesla, 2014; King &He, 2005),
inductive approach following grounded theory guidelines
(Vial, 2019; Wolfswinkel et al., 2013), and quantitative con-
tent analysis (Lee & Yue, 2020). The systematic review
method links all evidence to a specific research question
using clearly defined processes (Fan et al., 2022; Grant &
Booth, 2009; Snyder, 2019). Such a detailed review consists
of minimal researcher bias resulting in reliable findings
(Fan et al., 2022; Tranfield et al., 2003); however, it may not
be suitable for theory development through more explo-
rative processes or broad interdisciplinary topics (Snyder,
2019), such as DIC. Narrative reviews do not follow prede-
termined selection criteria; thus, they are more influenced
by the researcher’s background and, therefore, can be
criticised for being biased (Fan et al., 2022; Tranfield et al.,
2003). As a strength, narrative reviews allow researchers
to expand knowledge as they investigate topics and thus
can be used to review interdisciplinary research questions
(Grant & Booth, 2009; Snyder, 2019).
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DIGITAL INTERNAL COMMUNICATION 7

Departing from previous reviews (e.g., Grant-Smith &
McDonald, 2018), our literature review uses an integrative
approach, which is more systematic in its methodology
than a narrative review while still of an explorative nature,
allowing synthesising knowledge from research articles,
books, and other published texts by connecting disci-
plinary silos (Callahan, 2010; Cronin & George, 2020; Fan
et al., 2022). Such a synthesis is essential in interdisci-
plinary and fragmented research fields, such as DIC. This
reviewmethod is suitable for this study as it integrates dis-
ciplinary silos using literature related to the socio-technical
framework and functional or meaning-centred communi-
cation approach. Hence, the integrative approach allows
conceptualising DIC as a research area ‘in which the
research is disparate and interdisciplinary. . . to uncover
areas in which more research is needed. . . [as a] crit-
ical component of creating theoretical frameworks and
building conceptual models’ (Snyder, 2019, p. 333). Conse-
quently, rather than recording all published articles in a
field, an integrative literature review looks for a creative
multi-perspective dataset, which enables the creation of
new theoretical models and aims at further developing the
investigated field (Snyder, 2019). In fact, integrative litera-
ture reviews allow the researcher to ‘review, critique and
synthesise representative literature on a topic in an inte-
grated way such that new frameworks and perspectives
on the topic are generated’ (Torraco, 2005, p. 356). As a
result, the integrative review enables critiquing scholarly
works in the multifaceted research area of DIC, identi-
fying open questions, and developing new perspectives
and theoretical frameworks (Cronin & George, 2020; Tor-
raco, 2016). However, developing such frameworks and
models involves sophisticated conceptual thinking skills
and it is often unclear how this ‘integration’ process
created new theoretical understanding (Snyder, 2019).
While the extant literature reviews have analysed data
using descriptive analysis (Gebayew et al., 2018) and the-
matic analysis (Kuusisto, 2017; Morakanyane et al., 2017),
we enhance the literature review by applying King and
Brooks’ (2017) template analysis and using NVivo software
for a thorough organisation of the sample articles and a
systematic and well documented coding process.
We followed Snyder’s iterative process of a four-step

approach to an integrative literature review. We first
designed the review, thus, specified the boundaries of the
investigation by defining inclusion criteria focusing on title
and abstract in searching peer-reviewed journal articles,
books, and other scholarly texts in the English language. A
complete read of each paper allowed us to exclude works
that mentioned the keywords without further discussing
DIC. The scope of our literature research is delimited
between 2001 to 2020, as from 2000 smart devices and
social media platforms drastically changed the commu-

nication methods of business organisations (Schallmo &
Williams, 2018). Consequently, ‘social technologies have
caught the interest of academics since their emergence
in the early 2000s’ (El Ouirdi et al., 2015, p. 454), lead-
ing to a remarkable peak in scholarly works on ‘social
media’ in 2012 and 2013. Our investigation looks at DIC
more broadly, which delineates a similar trend as cor-
porate IC is ‘increasingly undertaken through intranets
and web technologies that enable real-time communica-
tion and flow of information and news across all areas of
organisations’ (Baptista & Galliers, 2012, p. 3540). These
growing dynamics took a new turn with the COVID-19
outbreak in 2020 and the high number of people working
in digital settings (Nagel, 2020). Including the dynamics
caused by the pandemic would have exceeded the scope of
this review, hence, we selected 2020 as the end date of the
review.
In the second step, we conducted the study by creat-

ing a sample. Figure 1 illustrates the iterative process of
using databases, search terms, expert advice, applying the
inclusion criteria, and generating the final data sample.
We first used Google Scholar, which is a suitable database
for exploratory initial keyword searches if each search
result is individually evaluated (Bergman, 2012). We sub-
sequently extended our search to three relevant academic
online databases with often unique articles in each source
(Bergman, 2012): Ebscohost, Proquest, and Scopus. To
refine our database search, make the sample more robust,
and validate our search strategy,we further included expert
advice from within the fields of digital transformation and
IC (Figure 1). Their suggestions confirmed what we iden-
tified as seminal works based on citation numbers (e.g.,
Chanias et al., 2019), hence, adding to the thoroughness
of the review, or offering us new insights (e.g., digital
trust [Shin, 2019]), thus, expanding the scope of included
sources. We further followed the quality assessment of
Gebayew et al. (2018), ensuring the selected scholarly
works are valuable for research or practice.
Previous related reviews used the search terms ‘digital

transformation’ (Cziesla, 2014; Gebayew et al., 2018;
Morakanyane et al., 2017; Vial, 2019) and ‘digitisation’
(Kuusisto, 2017; Morakanyane et al., 2017). Gebayew et al.
(2018) systematically reviewed 1564 scholarly articles pub-
lished between 2014 and 2018, using the search term ‘digital
transformation’. The findings indicate that digital transfor-
mation creates added value for companies and applying
new technologies impacts their organisational ‘hardware’,
such as organisational structures and business models.
A similar systematic literature review (Morakanyane
et al., 2017) covered articles between 2010 and 2016.
We narrowed their search terms to ‘digital transformation’,
‘digitalisation’, ‘IT-enabled organisational transforma-
tion’, ‘IT-enabled enterprise transformation’, ‘digital
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8 WUERSCH et al.

F IGURE 1 Process graphic for our integrative literature review

technologies’, and ‘digital business strategy’ to investigate
digital transformation in business organisations. The
results highlight a more comprehensive understanding of
digital transformation, including its impacts on organi-
sational ‘software’, such as digital capabilities. Likewise,
other literature reviews on digital transformation (e.g.,
Cziesla, 2014; Kuusisto, 2017; Vial, 2019) focused on organi-
sational contexts and addressedmanagerial aspects ofDIC.
Based on the outcomes of these previous works, we used
the search terms ‘digital transformation’ in combination
with (AND) ‘internal communication’ or its six inter-
changeable terms (Ruck, 2016; Welch & Jackson, 2007),
which are: ‘internal relations’, ‘employee communication’,
‘internal communications’, ‘employee relations’, ‘internal
public relations’, and ‘staff communication’. Furthermore,
previous reviews on internal social media (Veil et al.,
2011), IC (Leung et al., 2013), and technology development
(Asare et al., 2021) used the search term ‘social media’.
Influenced by these works, we decided to refine the search
by using ‘internal communication’ in combination with

(AND) ‘digital transformation’ and its more specific ele-
ments as ‘internal social media’, ‘enterprise social media’,
‘internal social networks’, ‘employee social networks’,
‘corporate blogs’, and ‘internal community platforms’.
Exclusions were applied to the search results, such as

works published in a language other than English or men-
tioning the search terms without the body of the work
being related to DIC. The right-hand column of Figure 1
illustrates our literature search process including the total
number of sources. The two left-hand columns are calcula-
tive, deducting the exclusions (**) from the total number of
sources, resulting in the number of inclusions (*) per row.
Adding up these numbers vertically, the keyword search
resulted in a final data set of 79 sources. The complete
list of the data set is available in ‘Supporting Informa-
tion’. The search results (n = 79) per publication year
(2001−2020) illustrate that most of the works were pub-
lished between 2018 and 2019 (Figure 2). This outcome
aligns with Schallmo and Williams (2018), who noted that
the most significant developments in this area occurred
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DIGITAL INTERNAL COMMUNICATION 9

F IGURE 2 Search results in selected databases per publication year

during the past two decades. A similar tendency was
also found by El Ouirdi et al.’s (2015) systematic litera-
ture review that focused on the use of social technologies
by employees. Thus, similar to the increased practical
application of ICT, digital transformation in organisa-
tional settings has become a research focus in recent
years. Figure 2 demonstrates the significant increase in the
scholarly literature on DIC since 2017, which parallels IC
as one of the fastest-growing specialisations in the fields of
public relations and communication management (Men,
2021; Verčič et al., 2012). Similarly, the significant rise
of IC-related publications over the past 10 years is mir-
rored by Lee and Yue’s (2020) systematic review of 223
articles on IC published between 1970 and 2019, show-
ing that more than half of the studies appeared after
2011.
High-quality communication journals that publish

seminal works related to DIC are the Public Relations
Review (e.g., Men et al., 2020; Sievert & Scholz, 2017;
Verčič et al., 2012), Corporate Communications: An Inter-
national Journal (e.g., Madsen, 2018; Welch & Jackson,
2007), the International Journal of Strategic Communi-
cation (e.g., Ewing et al., 2019; Heide et al., 2018), and
the Journal of Communication Management (e.g., Mad-
sen, 2016; Madsen & Johansen, 2019). In the last decade,
internal social media, already discussed in 2012 (Ruck
& Welch, 2012), became a key topic of DIC and was
published in a range of journals in the fields of commu-
nication, human resource management (e.g., Gode et al.,
2019; Sharma & Bhatnagar, 2016), and information sys-
tems (e.g., Chanias et al., 2019; Vial, 2019). Notably, current
literature on internal social media (e.g., El Ouirdi et al.,
2015; Gode, 2019; Madsen, 2020; Men et al., 2020) is
founded on previous influential works in the field of IC
on employee voice and engagement (e.g., Ruck, 2016; Ruck

et al., 2017), and seminal works discussing the founda-
tions of IC (Welch & Jackson, 2007; Verčič, 2012). Thus,
internal social media is more than a technical tool and
includes people-centred elements of DIC. Such ‘human’
elements include digital leadership and collaborations as
well as psychological aspects, for example, coming into
play in the self-censorship strategies of employees. Such
‘defensive self-presentation behaviours’ (Leonardi et al.,
2013) include postponing publishing content or writing
only positive comments (Madsen & Verhoeven, 2016),
as well as ‘editability’, which occurs when individuals
spend an extensive amount of time and effort crafting
and editing a communicative act before sharing it with
others (Walther, 1993). Following the example of O’Cass
and Wetzels (2018), Table 1 lists some of the most cited
works in DIC using the above-outlined search terms. Not
surprisingly, several of these scholarly works reference
back to seminal IC articles, such as Welch and Jackson
(2007).
Further following Snyder’s (2019) third step of an inte-

grative literature review, we analysed the data by con-
ducting the thematic template analysis (King & Brooks,
2017), allowing us to identify themes discussed in extant
literature related to DIC. Additionally, we used NVivo
software applications, which permitted us to rigorously
categorise and organise the themes emerging from the
sampledworks.As a result of this iterative analysis process,
a final template lists the themes that emerged, including
their interrelated patterns. This template forms the back-
bone for Snyder’s (2019) last step of an integrative literature
review ofwriting up the findings. Also, the template under-
pins the conceptual model as the theoretical contribution
of this study, which organisations can use as a starting
point to create their DIC strategy and assess the maturity
of DIC in their organisation.
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10 WUERSCH et al.

TABLE 1 Overview of some of the most cited articles and other published works in DIC (as of 4 September 2022)

Published texts Cited Themes
Singh and Hess (2017) 550 Digital leadership; digital strategy
Chanias et al. (2019) 415 Digital strategy
Huang et al. (2013) 230 DIC channels; digital leadership; employee engagement; digital collaboration
Men and Bowen (2016) 149 DIC channels; employee engagement; digital collaboration
Ewing et al. (2019) 147 DIC channels; employee engagement
El Ouirdi et al. (2015) 127 DIC channels; digital collaboration
Sievert and Scholz (2017) 96 DIC channels; employee engagement
Madsen (2016) 78 DIC channels; internal relationships; digital collaboration; digital identity; digital vision
Sharma and Bhatnagar (2016) 66 DIC channels; employee engagement; digital collaboration
Madsen and Verhoeven (2016) 44 digital skills; employee voice & participation
Kovaitė et al. (2020) 33 DIC channels
Baptista and Galliers (2012) 23 DIC channels; digital leadership; employee engagement; digital collaboration
Gode et al. (2019) 17 Employee engagement; digital innovation; digital leadership; employee voice & participation
Ramantoko et al. (2018) 13 Digital strategy; DIC channels
Riemke-Gurzki (2017) 3 Digital collaboration; DIC channels

ANALYSIS AND FINDINGS

We complemented Snyder’s (2019) integrative literature
review approachwith the thematic template analysis (King
& Brooks, 2017) as a rigorous method to qualitatively
analyse big source materials, such as the selected 79
scholarly works. Template analysis systematically involves
six consecutive steps: familiarisation with the data, pre-
liminary coding, clustering, producing an initial template,
developing and applying the template, and writing up.
We completed the first step of familiarisation with the
data through the abstract examination during the litera-
ture search phase and filing process into the bibliographic
software Endnote.
In the second step, we used the subset of some of the

most cited scholarly works in DIC listed in Table 1 for
preliminary coding. At this stage, we began coding using
five a priori themes (Table 2) from the extant literature:
intrapersonal, interpersonal, and organisational commu-
nication levels, and technical and social organisational
elements. Starting with such pre-established categories
corresponds to the ‘open but not blank’ approach in
which researchers are guided by pre-existing knowledge
while remaining open to emerging data (Würsch et al.,
2017).

As a third step,we clustered these themes and, as a fourth
step, organised them into an initial constellation (produc-
ing an initial template). Table 2 shows the initial template
used as a starting point for the subsequent iterative data
analysis process. The themes in the left column (commu-
nication levels) are stand-alone themes and unique in the
template. In contrast, the themes in the right column (tech-
nical and social organisational elements) are integrative
themes permeating several thematic clusters.
The fifth step of developing and applying the template

consisted of an iterative coding process. During this pro-
cess, we added emerging themes to the initial template
(Table 2), redefined existing themes, regrouped clusters,
and merged similar themes. For example, we coded inter-
nal social media, intranet, and newsletter as ‘DIC chan-
nels’ (Ewing et al., 2019). As a result, the initial template
was gradually extended until all identified scholarly works
were coded and a final template emerged. This final tem-
plate postulates what is known about DIC and illustrates
trends in the research area. As a relational database to sys-
tematically build the template, the NVivo software helped
us organise the themes meaningfully and retrieve coded
data (Saldaña, 2016).
The final template (Appendix, Table A1) outlines the

themes in a hierarchical structure consisting of six

TABLE 2 Initial template for investigating DIC

1. Intrapersonal level
2. Interpersonal level
3. Organisational level

I-Integrative themes 

  I-1. Technical organisational elements

  I-2. Social organisational elements
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DIGITAL INTERNAL COMMUNICATION 11

stand-alone clusters: (1) intrapersonal level; (2) inter-
personal level; (3) organisational level; (4) interplay in
a socio-technical system; (5) outcomes of DIC; and (6)
caveats ofDIC. These six clusters contain 46 themes,which
list elements of DIC inherent in extant literature according
to the logic of ourmultidimensional framework of commu-
nication levels and socio-technical elements. The seventh
integrative cluster consisting of ‘Developing competen-
cies’ and ‘Building trust’ emphasises lateral relationships
across the six stand-alone clusters. The final template is
constructed according to the logic of the socio-technical
framework (Leavitt, 1965; Rogala &Bialowas, 2016) and the
communication levels (McQuail, 2010; Rogala & Bialowas,
2016). The sample literature has been coded according to
Saldaña’s (2016) thematic coding techniques (see ‘Support-
ing Information’) and organised using the bi-dimensional
framework (Table 2). The major part of the codes, particu-
larly the six primary themes (using italics), were allocated
to the first three clusters (1.−3.), thus, covering the a priori
structure of Table 2. Subsequently, four newclusters (4.−6.;
I-7), which could not be allocated to the pre-established
framework, emerged during the coding process.
The sixth and last of King and Brooks’ (2017) steps, the

writing up of the findings, equals Snyder’s (2019) fourth
stage of writing the review and leads to the following
discussion section. Thus, the final template (Appendix,
Table A1) presents the results of the thematic data anal-
ysis, serves as a basis for data interpretation, and meets
the needs to address the research question. As predicted
by King and Brooks (2017), often more themes emerge
from the analysis than can be discussed afterwards. There-
fore, it is important to prioritise certain of the 46 emerged
themes, for example, according to their relevance to the
research question or based on their frequency and strong
mutual relationships. Six themes emerged the most fre-
quently and thus can be identified as the ‘strongest’
patterns integral to the reviewed literature. These six pri-
mary themes are: DIC channels; Digital leadership; Digital
values & culture; Digital training; Digital collaboration;
and Digital skills. The majority – 69 of the overall 79
reviewed sources – are represented in the six primary
themes. These primary themes are interconnected in the
Interplay in socio-technical systems and embraced by the
two lateral themes of Developing competencies and Build-
ing trust and, altogether, allow answering the research
question.
Subsequently, the six main themes embracing clusters

1 to 4 and I-7 of the final template (Appendix, A1) are
discussed following the structure of DIC levels combined
with technical and social organisational elements. Clusters
5 and 6 exceed the scope of this study and can be further
explored in future research on DIC.

DISCUSSION OF THE FINDINGS

Intrapersonal DIC level

Technical elements

Technical elements of DIC on the intrapersonal level
include personalised interfaces and DWP. Personalised
interfaces can consist of individualised learning platforms
offering online courses that automatically focus on each
student’s strengths and potential for improvements (Singh
& Hess, 2017). Similarly, a DWP is more than a physical
workspace with linked technologies; Dery et al. (2017, p.
136) describe it as ‘physical, cultural and digital arrange-
ments that simplify working life in complex, dynamic and
often unstructured working environments’. Such concep-
tualisations of digital workspaces are not new; however,
it has gained renewed attention ‘as the technical infras-
tructure, hardware and software are now available to
realistically support earlier visions of the DWP’ (Williams
& Schubert, 2018, p. 479).
Individualised online usage aligns with the affordance

perspective (Gibson, 1977; Treem& Leonardi, 2013), which
is based on the assumption that ‘similar technologies
can be used in different manners according to the users’
intentions and goals’ (Hennebert et al., 2021, p. 178). As
such, social media can empower employees and lead
to more equilibrated power relations and visibility in
organisational settings, and, on the downside, bear the
risk of personal harm, for example, through misuse of
digital opportunities. However, technological affordances
are not the sole determinants of behaviours (Verheyden,
2017) and ‘technology itself can neither create nor destroy
relationships; rather, it is how the technology is used
that influences. . . relationships’ (Kent & Taylor, 1998, p.
324).Hence, technical elements are interrelatedwith social
elements.

Social elements

Our analysis reveals that social elements of DIC on the
intrapersonal level comprise Digital skills as one of the
six strongest themes, as well as mindset and attitude,
employee engagement and voice, job satisfaction, and
wellbeing. Thus, digital transformation impacts leaders’
and employees’ skills, including flexibility, learning abili-
ties, attitudes and behaviour. Digital competencies are not
restricted to data analysis or programming but include
a wide range of skills, from digital problem-solving to
knowledge about privacy and cybersecurity (Dobrowol-
ska & Knop, 2020). Adequate digital hard skills, such
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12 WUERSCH et al.

as digital literacy and social media proficiency, are com-
monly seen as the main precondition for an employee to
succeed in the DWP (e.g., Bejaković & Mrnjavac, 2020).
Digital literacy allows employees to use online applica-
tions confidently andmaintain an adequate level of privacy
in workplace settings (Boerman et al., 2018). Therefore,
a mindset of continuous learning is a crucial compo-
nent of digital transformation in organisations, including
testing innovative ideas and being flexible and collab-
orative (e.g., Kovaitė et al., 2020; Solberg et al., 2020).
Hence, ‘having a digital mindset is equivalent to having an
organisational climate or culture that emphasises the
importance of, and supports, digital transformation’ (Sol-
berg et al., 2020, p. 107). Digital soft skills include an
open attitude towards digital transformation, teamwork,
leadership skills, and emotional competencies (Dobrowol-
ska & Knop, 2020). Thus, managers and employees need
such social competencies for successful collective actions
required in DIC.
Furthermore, up-to-date IT systems improve cybersecu-

rity and employee satisfaction in the workplace (Ivanus
et al., 2018). Positive employee experiences, in turn, fos-
ter employee wellbeing, which helps to attract and retain
digital talents. In this way, employees doing well in the
workplace contribute to innovation in day-to-day work
(Dery et al., 2017). Therefore, having technical tools and a
digital mindset allow employees to play an important part
in the organisation and increase their engagement (Ewing
et al., 2019; Solberg et al., 2020). Employee engagement as
a tool for managers to increase performance, productiv-
ity, efficiency, and flexibility at the workplace corresponds
to a functional perspective of DIC (Saks & Gruman,
2011; Heide & Simonsson, 2018). Workplace reality, how-
ever, is frequently different and many companies do not
include their employees in the design of DWP settings
(Peter et al., 2020). A more employee-centred viewpoint
on employee engagement points out that digital technolo-
gies, when not used appropriately, may adversely impact
employees’ mental health and physical wellbeing, for
example, by causing ‘techno-stress’ (Atanasoff & Ven-
able, 2017; Heide & Simonsson, 2018). Occupational stress
caused by technology and the related ‘always-on’ mind-
set occurred increasingly during the COVID-19 pandemic,
which accelerated digital transformation and augmented
virtual work environments and remote work (Nagel, 2020;
Stranzl et al., 2021).
Negative impacts of DIC on individuals can cause resis-

tance to change and become a central issue for pre-digital
organisations to master their transition into the digital
age. Notably, the pace and way new technologies are inte-
grated into organisational settings, the lack of their visible
benefits, numerous technical errors in operating systems,
ethical issues, power relations within the organisation,

and inconsistencies with organisational culture can lead
to employees’ opposing digital transformation (Mancha &
Shankaranarayanan, 2020; Vial, 2019). Indeed, increased
employee resistance can arise if organisational change
parallels multiple technical errors hindering daily work
tasks (Herrero et al., 2020). The most significant barrier to
digital change management, and thus the strongest theme
of social elements on the intrapersonal communication
level, comprises digital skills, including the know-how
transfer to both leaders and employees. Zhang et al. (2020,
p. 10) stress the importance of trust at the individual
level because if ‘employees do not feel they are confi-
dent in using the new technology, they will give up using
it’.

Interpersonal DIC level

Technical elements

Technical elements of DIC on the interpersonal level
encompass tools to foster collaboration. Some organi-
sations introduced digital apps to support collaboration
(Provost et al., 2018). Such apps provide features such
as periodic performance reviews and appraisals, and
employee recognition (Berges & Kon, 2019). Other exam-
ples include social media platforms and specialised soft-
ware fostering teamwork between internal stakeholders
(Schuchmann & Seufert, 2015; Werder & Maedche, 2018).
For example, call centre employees set up social media
platforms such as Facebook ‘to share ideas, collaborate
across silos and self-organise’ (Dery et al., 2017, p. 140).
Such companies create an environment and mindset of
continuous learning, getting feedback, and adjusting sup-
port teams that flourish and ‘can churn out innovation
faster in both new products and services’ (Zhang, 2016, p.
4). Fromameaning-centred perspective, the affordances of
such interpersonal technologies allow people to co-create
knowledge and trust.

Social elements

Social elements of DIC on the interpersonal level include
interpersonal skills such as the capacity to learn (Digital
training), empower people, collaborate (Digital collabo-
ration), build relationships, and trust. The use of digital
channels supports these social elements in many ways.
For example, online platforms allow employees to share
knowledge with their peers, and by learning from each
other, employees engage in an empowering and motivat-
ing co-creative process (Madsen, 2020; Metin, 2019; Woo,
2019). In a study conducted by Ewing et al. (2019), ‘many
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DIGITAL INTERNAL COMMUNICATION 13

of the interviewees recommended providing guidancewith
helping employees find like-minded peers who can help
them become more empowered both personally and pro-
fessionally through using internal social media’ (p. 123).
Similarly, social media platforms enhance a sense of com-
munity, including feelings of membership, integration,
and shared emotional connections (Uysal, 2016). More-
over, an extensive study on human resources practices
found links between collaboration, innovation, and trust
(Bulińska-Stangrecka & Bagieńska, 2019). As a ‘venue for
social collaboration’ (Uysal, 2016), innovative digital tools
can support collaboration and stimulate trust. Therefore,
one of the main motivations for companies to invest in
digital transformation is to improve communication and
collaboration (Peter et al., 2019).
Many scholars promote the idea that internal social

media empowers employees to enter into dialogue,
increasing employee engagement through interactive
features. Such features enable employees to have a voice,
build relationships and mutual understanding, encourage
collaboration, and facilitate interaction with management
(e.g., Ewing et al., 2019; Heide & Simonsson, 2018; Mad-
sen, 2020). This is important because engaged employees
embody the values of the organisation, contribute to
their workplace with dedication and commitment to
accomplish their tasks (Neher & Maley, 2020), and thus,
contribute to the co-creation of organisational identity
(Sorour et al., 2021). Social media platforms also enhance
interactions across different departments. For example,
the car producer Audi uses social media apps to increase
employee connectivity (Dery et al., 2017). Such con-
nectivity fosters team orientation, enables cooperation
across the organisation, and while helping companies in
their endeavour to align with the digital age, connected
employees steadily reproduce organisational language
and values through interaction. Indeed, in a study on
employee relations, all participants agreed ‘that in the era
of digitalisation communication has improved’ (Fenech
et al., 2019, p. 170). This result underlines the idea that
social media and intranets can contribute to the shared
sensemaking process by motivating coworkers to engage
in their work and contribute to organisational success
(Dahlman&Heide, 2020). However, the idea that the ‘very
nature of dialogue and communication is coevolving with
technology’ (Heide & Simonsson, 2018, p. 517) has been
criticised by others who suggest digital communication
environments do not necessarily enhance engagement
and dialogue (e.g., Macnamara, 2015; Taylor & Kent, 2014).
Using digital technologies to learn together and col-

laborate is a significant recurring theme contributing to
trustful relationships. Digital communication channels as
an integral part of DIC can help create and maintain
trustworthy employee relationships and establish trust in

management; or, in the words of Kovaitė et al. (2020, p.
175), ‘achieving mutual trust is essential for DIC’. Employ-
ees need to feel safe using social media; thus, mutual
trust is necessary for successful DIC. Strong relationships
based on trust support internal collaboration and con-
tribute to a healthy workplace climate (de Graaf, 2016).
Such facets of IC stimulate employees’ satisfaction and
contribute to organisational trust-building linked to organ-
isational functioning and success (Vokić et al., 2020). As a
strategic key advantage, trust is needed for organisations so
that energy can flow. From ameaning-centred perspective,
mutually created trust is the bedrock of any relationship
and the ontological foundation of organisations (Welch,
2006). As a result, trust not only contributes to organi-
sational outcomes as there is a direct relation between
trust in an organisation and the organisation’s overall per-
formance (Shockley-Zalabak & Morreale, 2011); trust also
allows people in organisational settings to reproduce rela-
tionships in a sustainable way (Heide & Simonsson, 2018).
Work by Shin (2019) suggests that the importance of trust
may also apply to digital trust in DIC.

Organisational DIC level

Technical elements

Technical elements of DIC on the organisational level
emerged from the data set as DIC channels, strategy,
processes, training systems, policy, and data security
(Appendix, Table A1). Senior management’s strategy plays
an essential role in the success of digital transformation,
while the technology used is only of secondary impor-
tance (Ismail et al., 2017; Kiron et al., 2016). Thus, digital
strategy is seen by many scholars as a key factor for the
successful digital transformation of an organisation. For
example, Chanias et al. (2019, p. 17) argue that ‘[t]he for-
mulation and implementation of a digital transformation
strategy has become a key concern for many pre-digital
organisations across traditional industries’. Such a strategy
includes internal and external communication; however,
internal and external boundaries of organisational com-
munication are often blurred (McDonald & Mitra, 2019;
Putnam & Nicotera, 2009). Although many organisations
acknowledge not having a digital strategy is a significant
barrier to digital transformation,many small andmedium-
sized enterprises and large companies still do not possess
a strategy for a digital working environment (Peter et al.,
2019). Similarly, ‘[r]esearch shows that there is usually no
strategic plan for internal socialmedia’ (Dahlman&Heide,
2020, p. 105). The difficulty may consist of the uniqueness
of a digital strategy as there is no one-fits-all approach.
Additionally, it is still unclear how to develop digital
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14 WUERSCH et al.

strategies and some organisations just apply the ‘learning
by doing’ tactic (Chanias et al., 2019).
Digital transformation often means developing exist-

ing internal processes and structures, especially in larger
organisations, which may increase organisational effi-
ciency and effectiveness. As such, digital transformation
enhances ‘business processes, operations and structures to
exploit the benefits of new technology’ (Fenech et al., 2019,
p. 166). From an affordances perspective, such benefits
can generate value, for example, in creating an innovative
organisational culture, however, may lead to reputational
damage in case of misuse. Hence, both value and risk
augment with the increased use of digital platforms.
While the first intranets were introduced in the mid-

1990s (Dahlman & Heide, 2020), internal social media are
nowadays widespread (e.g., Ewing et al., 2019; Peter &
Dalla Vecchia, 2021). The increasing use of social media
in organisations is changing the approach of IC because
engagement in social media activities is interlinked with
cultivating relationships (Men et al., 2020). This link
between internal social media as a DIC channel and inter-
personal relationships may explain the results of Kovaitė
et al.’s (2020) investigation. They found that Industry 4.0
as a driver for change in business models resulted in
DIC channels as a helpful means to reduce risks in the
transformation process. Whereas some scholars promote a
single digital platform to connect different departments of
an organisation, others prefer having different DIC chan-
nels at the various stages of the digital transformation
process (Kovaitė et al., 2020; Schwertner, 2017). Another
field of tension considers researchers’ views on the neces-
sity of internal social media policies, illustrated by Felix
et al. (2017) as a continuum between social media ‘autoc-
racy’ and ‘anarchy’. Many scholarly works and practitioner
voices advocate for social media policies to protect both
employees and employers from harm, for example, when
disclosing confidential information (Baptista & Galliers,
2012; El Ouirdi et al., 2015; Huang et al., 2013; Parry &
Solidoro, 2013). However, such policies risk minimising
employees’ use of social media platforms and censoring
their authentic communication (Men et al., 2020).
Finally, the importance of internal training systems was

mentioned repeatedly to allow employee development for
new ways of working (e.g., Cahill et al., 2019). Some
organisations provided internal courses for employees to
develop their digital skills. For example, one organisa-
tion offered free internal courses introducing a ‘Digital
Academy’, which is ‘an academy of sorts with an array
of trainings related to digital skills that anyone keen on
the subject can join, even if it is not strictly tied to their
daily job’ (Berges & Kon, 2019, p. 214). Another policy-
related recurring theme was defining ICT policies linked
to work-life balance (Atanasoff & Venable, 2017). Lastly,

cybersecurity emerged as a technical theme of DIC on the
organisational level (Schwertner, 2017), which refers to the
social elements of DIC, such as digital trust.

Social elements

Social elements of DIC on the organisational level emerged
from the data sample: digital vision,Digital leadership, Dig-
ital values & culture, and knowledge building (Appendix,
Table A1). For example, a case organisation searching for
a plan to replace printed educational textbooks created
a digital vision, defined a digital strategy and considered
new digital products (Singh & Hess, 2017). Such a digi-
tal vision of an organisation constitutes an integral part of
strategic management processes (Musundire et al., 2020).
Furthermore, a strong vision of DWP design derives from
responsive leadership and is generally seen as an asset for
organisational success (e.g., Schwertner, 2017).
From a meaning-centred perspective, communicative

leadership as a theoretical concept is a social construction
co-created in interactions among employees and between
managers and employees (Johansson et al., 2014; Madsen,
2020). This co-construction becomes visible as dialogues
between organisational members in internal social media
as ‘communication arenas’. Hence, in the context of dig-
ital transformation, organisational leaders must ensure
that their organisations develop a digital mindset that can
deal with ‘disruptions associated with the use of digi-
tal technologies’ (Vial, 2019, p. 129). Work by Peter et al.
(2017) supports these findings with their large-scale anal-
ysis of 1854 Swiss organisations. The study found that in
73% of the investigated organisations, digital transforma-
tion influenced corporate culture as an integral part of
IC, and 66% of the respondents perceived that the digital
transformation processes had changed leadership princi-
ples. Thus, DIC inherent to the digital transformation of
organisations goes beyond technology and entails changes
in values, beliefs, and organisational culture (e.g., Berges &
Kon, 2019; Fenech et al., 2019). Such values can incorporate
digital inclusion comprising digital literacy and training
for the entire workforce (Bejaković & Mrnjavac, 2020).
That is, leaders must have a positive approach toward digi-
tal transformation, or, as Chanias et al. (2019, p. 22) framed
it, organisations need leaders who want to ‘surf the dig-
ital wave’ rather than ‘get ahead of the digital tsunami’.
Finally, knowledge management is central to DIC as
it enables learning and growth within the organisation
(Schuchmann & Seufert, 2015) and empowers employees
to take charge of their job performance and success.
Our data analysis shows that digital leadership,

values, and culture are strong themes on the organisa-
tional communication level. While digitalisation was
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DIGITAL INTERNAL COMMUNICATION 15

driven by technology in the past, current successful organ-
isations jointly use technology, leadership and culture,
understood as organisational members’ co-construction
to exploit the opportunities digital transformation offers.
Organisational members, led by their leaders, therefore
must become aware of the organisational interpretations
of DIC to reach higher awareness of the social meanings
involved in DIC. Thus, technical and social organisational
elements are interrelated drivers of DIC, which entails
‘changes needed in processes, technologies, culture, and
leadership approaches to get marketing, supply chains,
and people engagement more in tune with the needs of
new customers’ (Natarajan, 2016, p. 37). Overall, digitally
skilled leaders are in demand as they can enhance DIC,
including digital workplace strategies and organisational
cultures using digital technologies (e.g., internet, social
networks, mobile devices). Such digitally enabled leaders
will likely contribute to creating innovation and trans-
forming society. A digitally transformed society, in turn,
will generate new types of digital leaders.
So far, the discussion has shown an interplay of impacts

between the socio-technical organisational elements on
each communication level. The subsequent section fur-
ther debates this interplay and shows how the impacts of
DIC overlap. This discussion leads to the creation of a con-
ceptual model explaining how DIC can be conceptualised
using a meaning-centred communication approach.

The interplay of socio-technical elements
in DIC

The outlined instances of DIC’s technical elements illus-
trate how technological innovations impact people’s social
actions, collaborations, and relationships. DIC channels
emerged as the strongest theme, on the organisational level
as internal social media; on the interpersonal level as col-
laborative apps; and on the intrapersonal level as interfaces
to support individuals. However, the literature and prac-
tice agree that digital transformation goes beyond mobile
apps and tablets. As more organisations become ‘social’
and ‘digital’, DIC is likely to become more conversational,
interactive, dialogical, and humanised (Ewing et al., 2019).
Digital transformation in IC involves a change pro-

cess that integrates people, systems and objects in a
multifaceted way and impacts DIC through society, the
economy, politics, and technology. Conversely, IC influ-
ences the digital transformation process in an organi-
sational context. Commitment and support from senior
management, a clear vision, a compassionate organisa-
tional culture, teams with strong collaboration, and the
right attitude among leaders and employees foster the
development and integration of digital technologies and

related processes and systems (e.g., Bunduchi, 2019; Vial,
2019). For example, the first step in introducing social
media should be to determine whether an organisation is
ready for it in terms of culture and people and not whether
the required technology is available (Parry & Solidoro,
2013). Experts support these interconnections between
technical and social elements of DIC and see digital tech-
nology as a strategic pillar of the organisation in which
‘a digital mindset to having organisational structures and
processes in place that support collaboration, innovation,
knowledge sharing, continual improvement, agility, flexi-
bility, and perceptions among employees’ (Solberg et al.,
2020, p. 107).
Our analysis thus far reveals that the technical and

social elements are interlinked across the three communi-
cation levels. As a major outcome, the relevant literature
shows that DIC channels (platforms, apps and interfaces)
help create digital leadership, values and culture; digi-
tal training and collaboration; and digital skills. Figure 3
conceptualises this interaction.
In other words, our conceptual model (Figure 3)

illustrates the interplay between DIC’s socio-technical
elements and communication levels. Starting at the
organisational level, there is a link between DIC channels
and digital leadership and culture. New technologies
supported by digital leadership and culture are drivers of
digital transformation (e.g., Berges & Kon, 2019; Hinings
et al., 2018), and ‘[i]nternal communication can take
advantage of technology’ (Ramantoko et al., 2018, p.
223). Still, it is a major challenge to obtain shared views
on how to embed digital technologies and create digital
innovation in an organisation. Consequently, human
factors, not technologies, are seen as the main obstacles
to the digital transformation of organisations. Such fac-
tors include a lack of leadership, deficiency in cultural
traditions, the absence of appropriate knowledge and best
practices, and missing motivation and risk-taking linked
to change resistance and employee inertia (Herrero et al.,
2020; Kovaitė et al., 2020; Schwertner, 2017). Security and
privacy issues, as well as absent digital strategy, should
also be considered risks to digital transformation (Peter
et al., 2019; Schwertner, 2017; Vial, 2019). Such risks,
however, can be minimised by co-creative value-adding
DIC processes such as listening to and dialoguing with key
stakeholders facilitated through digital tools (Volk, 2016).
Secondly, the results show a significant pattern between

DIC channels (platforms, apps and interfaces), online
collaboration, and training; technical tools facilitate the
interactions between employees and (senior) manage-
ment. Such interactions promote online collaboration and
allow common learning processes. Social media platforms
are highlighted most frequently in the data set sup-
porting teamwork, and communication between internal
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16 WUERSCH et al.

F IGURE 3 Conceptual model of the interplay between DIC’s socio-technical elements and communication levels

stakeholders at low cost, providing opportunities to engage
and fostering corporate learning (Schuchmann & Seufert,
2015). Hence, DIC allows the shift from communication
being produced and executed to communication enabling
and facilitating organisational members’ communication
(Simonsson & Heide, 2021).
Lastly, and connected to the previous idea of DIC

enhancing learning, there is an interplay between DIC
channels (interfaces) and the development of people’s
digital skills. Current research discusses the effective-
ness of e-learning systems in supporting employees’ skills
development (e.g., Duangekanong & Vate-U-Lan, 2019).
For example, Ewing et al. (2019) found in their qualitative
study that internal social media was a powerful means of
engaging employees regardingmotivation, dedication, and
a sense of meaning and purpose.
Overall, our conceptual interplay model consists of a

digitally enabled and socially constructed arrangement
of practices, structures, and values. It emphasises socio-
cultural organisational aspects and is people-driven. At
the heart of this interplay sits the development of compe-
tency, and the whole socio-technical system is embraced

by digital trust. The central theme of ‘Developing com-
petencies’ entails dynamic, rich and complex learning
processes, and innovative forms of thinking, interacting
and organising, which, from a managerial point of view,
lead to new processes, services, and products. Adopting
the perspective of a social constructionist communicative
logic (Simonsson & Heide, 2021), the interplay model
illustrates how people in DWP settings co-create shared
sensemaking of technological elements. This sensemaking
process helps them develop competencies in a climate
of trust. Next, we discuss how ‘Developing competen-
cies’ underpins digital leadership, values and culture;
digital training and collaboration; and digital skills,
and how these elements of DIC are ‘Building trust’ in
organisations.

Competencies and trust in DIC

‘Developing competencies’ is an integrative theme
associated with technical and social organisational ele-
ments across all communication levels. Competency
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DIGITAL INTERNAL COMMUNICATION 17

development supported by technological tools, systems
and processes, occurs at the intrapersonal level through
digital skills development, at the interpersonal level via
training and online collaborations, and at the organisa-
tional level through a learning-oriented culture. Hence,
competency development sits at the heart of DIC. Continu-
ous learning is central to digital transformation processes,
which shift communication from traditional to digital
channels. Conversely, DIC channels, such as internal
social media, online conferences, or video streaming,
support ongoing learning (Men & Bowen, 2016).
Both managers and employees must share their

knowledge and gain a common understanding of digital
transformation to facilitate dynamic capabilities and
organisational learning (Senge, 2006). This is crucial
because the main challenges for digital transformation
are not technologies but humans as discussed earlier.
Therefore, vigorous organisations encourage learning
and personal growth to enhance employees’ motivation,
engagement, satisfaction, and, as Yeomans and FitzPatrick
(2017) suggest, well-being in organisational workplace
settings. Fenech et al. (2019) conclude that human and
intellectual capital and knowledge developed through
digital transformation are increasingly recognised as a
competitive advantage of organisations.
One of the primary purposes of IC is to develop

employee education (Wasiela-Jaroszewicz, 2008).
Individual learning and personal mastery at the intraper-
sonal level is a precondition for organisational learning
and, eventually, results in organisational growth (Senge,
2006). Developing personal mastery of competencies,
such as digital skills, improves collaborations and organ-
isational excellence. Competency development also
stimulates personal confidence and interpersonal trust.
Thus, ‘Building trust’ can be considered a ‘second-order
concept’ (Schutz, 1962) emerging as an all-embracing
theme of the socio-technical interplay in DIC. Being
confident is one of the ten most desirable soft skills in
the workplace (e.g., Robles, 2012), and trust has been
identified as a key component of relationships. Without
trust, there is no relationship (Welch, 2006), and as
organisations are constituted by people relating to each
other (Shockley-Zalabak, 2014), without trust, there is no
successful organisation.
Trust in the organisational digital technologies and

online context is a central issue in digital transactions
regarding privacy, security, and risky exchanges. Shin
(2019) defines the concept of digital trust as the willingness
of a user to show themselves as vulnerable in the digi-
tal space by being convinced another user will perform a
certain action. Research by Shin found a significant influ-
ence of trust on behaviour in the digital space; the higher
the trust in the digital space, the less effort is required to

validate details of these services, such as authenticity.
Thus, without organisational digital trust, validation pro-
cesses may complicate interactions and collaborations in
DIC. This means that an effective interplay of socio-
technical elements on every communication level leads
to people learning in a shared process of digital com-
petency development, which results in increased digital
trust. In turn, all-embracing trust in DIC facilitates peo-
ple’s behaviour and dealing with socio-technical elements
in the digital space. While competency development sits
at the heart of DIC, ‘Building trust’ is an all-embracing
theme, which integrates all socio-technical elements of
DIC including VR, AI, big data and cybersecurity.
We have shown that developing competencies not only

underpins the six major themes (DIC channels, digital
leadership, digital values and culture, digital training, dig-
ital collaboration, and digital skills) that emerged from the
analysis but also links to trust-building. The interplay of
these six major socio-technical DIC elements contributes
to the learning and trust-building processes of individuals,
groups, and organisations. Training throughout a com-
pany can thus develop a common understanding of DIC.
Hence, by adopting a meaning-centred communication
approach, this section emphasises that DIC is an essential
process in which people co-create and reproduce organi-
sations (Nathues et al., 2020). Such an approach to digital
transformation is vital because ‘[i]f we lose sight of the
individual [human being] and the need for all individuals
to be engaged and benefit from the digital transforma-
tion, the transformation cannot be positive and inclusive’
(OECD, 2018, p. 5).

CONCLUSION

Our paper explores DIC and its conceptualisation on the
intrapersonal, interpersonal, and organisational commu-
nication levels. To achieve these objectives, we adopted a
multidimensional lens to investigate 79 scholarly works
at the nexus between digital transformation and IC.
Template analysis and the NVivo software application
allowed us to structure the main themes – DIC chan-
nels, digital leadership, digital values and culture, digital
training, digital collaboration, and digital skills – that
emerged from the data set based on the technical and
social organisational elements and the communication
levels. The analysis revealed that ‘Developing competen-
cies’, inherent on every level, sits at the heart of DIC.
The study has also shown that competency development
leads to digital trust-building. Digital trust, in turn, is the
all-embracing mantle of intrapersonal processes, interac-
tions and relationships, and organisational functioning
and success in a digital space. Overall, DIC contributes
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to the creation and reproduction of socially constructed
organisations.

Contributions to theory and practice

This integrative literature review makes several contri-
butions to theory and practice. The major theoretical
contribution of this work consists of the conceptual
model of the interplay between DIC’s socio-technical ele-
ments on the communication levels. Similar to IC that
takes place in organisations as socio-technical systems
(Leavitt, 1965; Rogala & Bialowas, 2016), this review sug-
gests that DIC benefits from combining social and techni-
cal elements. Socio-technical frameworks were previously
used to combine digital technologies and human-centred
elements, for example, in the design of the ‘internet of
things’ (Shin, 2014). Similarly, technical ‘functional’ tradi-
tions have already been integrated with social ‘meaning-
centred’ perspectives of IC (Shockley-Zalabak, 2014). The
novel aspect of this review, however, is to use the lens of
socio-technical elements in combination with communi-
cation levels and to apply the emerging multidimensional
framework to conceptualise DIC. Such a multi-layered
conceptualisation of DIC is comprehensive and does
justice to the complexity of the phenomenon. It goes
beyond the functional tradition of DIC as a management
tool and includes a socially constructed and meaning-
centred end to itself (Simonsson & Heide, 2021). As an
interplay between social and technical elements on the
intrapersonal, interpersonal, and organisational commu-
nication levels, DIC involves digital channels, digital lead-
ership, digital values and culture, digital training, digital
collaboration, and digital skills to help organisations
achieve strategic goals. As a socially constructed concept,
DIC includes competency development and building trust
in the digital space, which are key elements of organ-
isational sustainability, contributing to the creation and
reproduction of organisations (Nathues et al., 2020). The
conceptualmodel in Figure 3 provides a visualisation of the
multi-layered and complex concept of DIC. Themodel can
be used by communication scholars to further debate DIC
as a phenomenon that goes beyond the application of IC as
a management function in a digital space. Future debates
can, for example, include discussions about trustworthy
DIC using avatars in virtual organisational settings. Thus,
the conceptualisation of DIC contributes to the scholarly
discussion of the digital transformation of organisations
and the overall understanding of current and future IC.
Finally, this review makes a methodological contribution
by combining an integrative literature review approach
(Snyder, 2019) with template analysis (King & Brooks,
2017). We demonstrate that while template analysis is pre-

dominantly used to investigate empirical data, it can be
utilised in combination with NVivo for studying scholarly
literature.
In terms of practical contributions, our conceptual

model (Figure 3) can be used by organisational stake-
holders to further develop IC. First, senior management
can use the model as a foundation to holistically elabo-
rate a DIC strategy for their organisation. The notion of
holism means ‘the effect of an initiative throughout the
organisation and beyond’ (Ledingham, 2015, p. 48), which
is well-reflected in the strategic DIC approach as suggested
by this study. Elaborating such a holistic strategic approach
to DIC brings together the above analysis and discussion
using a managerial view. To achieve a competitive advan-
tage, managersmust continuously rethink and adjust their
organisational strategies (Dagnino et al., 2020). In particu-
lar, organisations need to introduce a DIC strategy that can
provide knowledge and affect cognition, touch employees
emotionally, stimulate their motivation, and support their
learning and growth in the workplace (Maier et al., 2012).
This can be achieved by a DIC strategy, which includes the
people-driven interplay of technical and social elements on
various communication levels. Despite the need for organ-
isations to have a DIC strategy, few companies successfully
undertook digital transformation consistent with a dis-
tinctly articulated strategy (Bughin, 2017). The proposed
model conceptualising DIC as a multi-layered interplay of
six key elements can facilitate organisational strategists’
endeavours to create their holistic DIC strategies to effec-
tively reach organisational goals in the digital age. Second,
our model can be further developed into a maturity model
assessing an organisation’s level of DIC. Such a maturity
model can contain specific maturity criteria for each of
the six key elements of DIC. Investigating the develop-
ment of themain areas of DIC, such amaturity assessment
could determine the ‘organisational readiness’, for exam-
ple, for social media adoption as proposed by Parry and
Solidoro (2013). Finally, our proposed model can serve as
a starting point for discussions on DIC between internal
stakeholder groups. Going beyond a managerial approach
and adopting a meaning-centred communicative logic,
such discussions involve engaging in a sensemaking pro-
cess that helps create digital identities, relationships, and
culture in a DWP. Guided by our model, these discussions
can help move the organisation forward in the process
of creating and reproducing itself towards organisational
sustainability.

Limitations

Our research has three main limitations that must
be acknowledged. First, it focuses on extant literature,
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DIGITAL INTERNAL COMMUNICATION 19

reflecting preliminary research. Using our conceptual
model to develop a holistic DIC strategy in a case
organisation could offer insights into the value of a
strategy for DIC practices. Second, the outcome of the
analysis focused on the first four clusters of DIC on the
intrapersonal, interpersonal, and organisational levels,
and the interplay of socio-technical elements – including
the integrative themes of ‘Developing competencies’ and
‘Building trust’. As the two remaining clusters, outcomes
and caveats of DIC, are beyond the scope of this research,
we plan to expand this study by examining the strengths
and risks of DIC. Third, we generated the data set of 79
journal articles and further scholarlyworks using 15 search
terms and three scholarly platforms (Ebscohost, Proquest,
and Scopus), including some additional scholarly papers
identified in Google Scholar. Hence, there is potential to
extend both search terms and engines.

Further research

The keyword search on Google Scholar, Ebscohost, Pro-
quest, and Scopus using ‘DIC’ resulted in a small number
of papers (n = 11) consisting of peer-reviewed journal
articles and further publishedworks in English.While dig-
ital transformation is a broad concept affecting economy,
society, and politics (Riemke-Gurzki, 2017), IC as an impor-
tant management function and crucial element of organ-
isational success is often neglected (Murray, 2013; Ruck
& Men, 2021) and needs further research (Welch, 2006).
Future research could investigate the central concept of
competency development on the intrapersonal level, for
example, how the development of digital skills shapes the
identity and identification of internal stakeholders. Such
an investigation would offer a better understanding of how
a human-centred approach to DIC could be advanced in
the digital age. On an interpersonal level, and in line with
Ruck and Men (2021), our research could be extended by
further exploring DIC related to remote workforce engage-
ment and how innovative mechanisms and technological
tools can increase emotional connectivity, relationships
and interactions between coworkers in a DWP. Finally,
on the organisational level, building organisational trust
through IC has variously been investigated (e.g., Vokić
et al., 2020; Welch, 2006). These previous works could
be extended by exploring the notion of ‘digital trust’ in
DIC. Understanding the phenomenon of digital trust is
of particular interest as digital spaces increase and dig-
ital technologies such as VR and AI get established in
organisational settings. Further analysing the link between
digital trust in organisational settings and DIC could pro-
vide new insights into how healthy workplace culture can
be strengthened in the DWP settings of Industry 4.0.
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Kovaitė, K., Šūmakaris, P. & Stankevičienė, J. (2020) Digital com-
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APPENDIX

TABLE A1 Final template

1. Intrapersonal level
1.1 Technical organisational elements

1.1.1 Personalised interfaces

1.1.2 Digital workplace

1.2 Social organisational elements

1.2.1 Digital skills
1.2.2 Digital mindset & attitude

1.2.3 Employee engagement

1.2.4 Employee voice & participation

1.2.5 Job satisfaction

1.2.6 Employee experience & wellbeing

1.2.7 Resistance to change

2. Interpersonal level
2.1 Technical organisational elements

2.1.1 Apps supporting collaboration

2.1.2 Virtual team rooms

2.2 Social organisational elements

2.2.1 Digital training
2.2.2 Empowering people

2.2.3 Digital collaboration
2.2.4 Internal relationships

2.2.5 Trusting people

3. Organisational level
3.1 Technical organisational elements

3.1.1 Developing digital internal communication strategy

3.1.2 Transformation of internal processes & structures

3.1.3 DIC channels
3.1.4 Digital internal training system

3.1.5 Digital internal communication policy

3.1.6 Security of internal data

3.2 Social organisational elements

I-7: Integrative cluster
  I-7.1 Developing competencies
  I-7.2 Building trust

3.2.1 Digital vision

3.2.2 Digital leadership
3.2.3 Digital values & culture
3.2.4 Knowledge building

4. Interplay in socio-technical systems
4.1 Technical & social organisational elements

4.2 Internal & external organisational communication 

5. Outcomes of DIC
5.1 Innovation

5.2 Increased productivity

6. Caveats of DIC
6.1 Strengths

6.2 Risks
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